


























)romise is a commitment. Blue Cross and 
1e Shield of Florida makes this promise. 
living up to it, we build the foundation for 
ong relationships. 
dicated to providing caring solutions ... 
ur business offers us a unique privilege. 
y after day, year after year, the people in our 
nmunity look to us to help them support and 
)tect their most precious of gifts: their lives and 
: lives of their loved ones. In them, we see our 
�nds, our family, our neighbors, ourselves. 
'e wear our responsibility proudly and strive 
�arn their continued respect and trust everyday. 
our company, they see strength, experience 
i commitment. In our products and services, 
:y must see practical, real-world solutions 
,igned with their diverse and ever-changing 
�ds in mind. In our approach, they must see 
: ability to make choices. In our people, they 
Lst see warmth, action and integrity. 
1.e people we serve must know that we will 
rk with them when they need us most. With us, 
:y musl gain the ability to live confident lives:' 
"Caring" comes down to personal passion. 
You can act on it every day. Get to know the 
people you come into contact with. Let your 
personality come through. Put a brighter smile in 
your voice. Seek innovative solutions. Go the extra 
distance to explain a difficult issue. Open your 
heart to people at the moments they need your care 
and knowledge most. Be joyful over your unique 
ability to help. Share the pride you feel for the job 
you do - wear your pride on your sleeve. Let your 
friends, families, and neighbors know. 
You know something? Chances are, nothing you 
ever do at work will inspire you more. 
A day in the life of Blue Cross 
and Blue Shield of Florida 
... the phone rings. Before you even answer, 
you know who it is and what it's going to be 
about. Yet another Floridian, yet another question 
about their health care coverage. Can you keep 
your enthusiasm up? Make the person on the 
phone feel that they're the most important call 
you've had today? 
... you enter the lobby of a company's offices. 
Before you even start your presentation to the 
company's execs, you know they'll be confused 
about the future of benefits in general and 
concerned about providing their employees with 
the best coverage. Can you put yourself in their 
shoes? Address the issues at hand in a way they 
can easily understand? 
... you walk down the hallway to an internal 
meeting. Before the first word is even spoken, 
you and the rest of the people in the room have 
one fact on your minds. If there's ever been a 
time to provide choices in health care coverage, 
it's now. Can you find practical solutions to today's 
challenges? Put all your experience to work? 
co 
Florida is one of the most interesting and 
diverse of the 50 states. Some say it's a study 
in contrasts. Tt's old but young. Tt's sophisticated 
but rural. It's free spirited and open all night yet 
also conservative and in bed after the early news. 
It's people you might call high-flyers alongside 
those who are the salt-of-the-earth. It's people 
who've been here forever, people just passing 
through on vacation, people arriving to make 
new lives for themselves and their families. 
Among all these people are the millions of 
Floridians who've chosen to be Blue Cross 
and Blue Shield of Florida members. With our 
community being made up of so many different 
kinds of people, it's the care we put into our 
encounters with each of these unique individuals 
that determines whether they love us or hate us; 
or, much worse, decide Lhey should Lake Lheir 
business elsewhere. It's care, too, that helps us 
build positive word-of-mouth. The good feelings 
■ 
uni 
that make our current members want to give 
Blue Cross and Blue Shield of Florida their 
heartiest, most enthusiastic recommendation 
when they're talking to friends and family about 
health care coverage. 
Imagine your own dealings with the stores 
and companies in your personal life. Imagine 
the brand names that mean the most to you. 
How do you feel about the ones that meet only 
their basic obligations lo you? How do you feel 
about the ones that make you feel it's their 
privilege to serve you? 
Privilege for us at Blue Cross and Blue Shield 
of Florida comes in sma 11 ways and big ways. 
Touches that make us the brand people want 
to do business with. All the way from being 
a friendly voice on the phone - to helping our 
members and their families profoundly at times 
that are often deeply precious. 
rewarding tasks 
The point is simple. All of us know how much 
richer life can be when we come to work thinking 
that "caring" is a privilege, not an obligation. 
When we seize the opportunity - and the challenge­
Blue Cross and Blue Shield of Florida offers us. 
When we work together as a team do1ng the small 
tasks - not to mention the big ones, too - that 
Florida expects of the leader. When we put our 
hearts into our jobs. 
Not an easy task, mind you. One that's incredibly 
rewarding, however. Because where else could the 
work you do every day - every phone call, every 
meeting - give you a chance Lo feel so good inside? 
How do we stay on course in a time of such change? 
All around us every day, people in every part 
of Florida have new questions and new concerns 
about health care coverage. That's only logical 
because we work in a business that isn't the 
same as it was yesterday and won't be the same 
tomorrow. It's a business changing so fast it's often 
even difficult for expert insiders to keep pace. 
Some of the sweeping changes coming our 
way spring from forces quite apart from us. 
Other changes are coming from our own desire 
to continue as Florida's innovative leader in 
health care coverage solutions. How do we keep 
.ourselves on course and our members wilh us in 
a time of such dramatic change? 
By putting "caring" at the very heart of Blue Cross 
and Blue Shield of Florida. 
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those who are the salt-of-the-earth. It's people 
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to do business with. All the way from being 
a friendly voice on the phone - to helping our 
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A promise js a commitment. Blue Cross and 
Blue Shield of Florida makes this promise. 
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"Our business offers us a unique privilege. 
Day after day, year after year, the people in our 
community look to us to help them support and 
protect their most precious of gifts: their lives and 
the lives of their loved ones. In them, we see our 
friends, our family, our neighbors, ourselves. 
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MICHAEL CASCONE, JR. 
President and Chief Executive Officer 
4800 Deerwood Campus Parkway 
P.O. Box 60729 
Jacksonville, Florida 32236-0729 
Phone: (904) 905-6115 
Fax: (904) 905-0800 
Employees are our number one asset. That's a core Value at Blue Cross and Blue Shield of 
Florida. As a member of our team, every single action you take is a contributing factor to 
whether or not our company succeeds. Your experience, enthusiasm and commitment help us 
find the practical solutions we need to tackle today's challenges. 
What we do on the job every day affects our members' lives and the lives of their loved ones. 
Every phone call, every meeting, every piece of analysis work or problem-solving, every claim 
processed helps us deliver on our Promise to provide caring solutions to our members. I hope 
you find this opportunity to make a difference as rewarding as I do. 
Change is constant in our industry, in our members' needs and in the way our company does 
business. What worked yesterday doesn't necessarily work today, and the new solutions we put 
in place today may not work tomorrow. Because we're a team working together, we can help 
each other stay on course. We can encourage each other to achieve new levels of innovation and 
member commitment. 
Our members are our friends, our family, our neighbors, and ourselves. We are part of the 
community we serve. The care we put into our products and our service helps set us apart; it 
makes us special - and it's why more than 2. 7 million Floridians have chosen to be members of 
Blue Cross and Blue Shield of Florida. 
Achieving our Vision, living our Values and delivering on our Promise takes commitment. 
Caring comes down to personal passion. That's why employees are our number one asset. All 
of you - and the actions you take every day on behalf of our company - embody the Blue Cross 
and Blue Shield of Florida Brand. You breathe life into our products, you let our members know 
we care, and you demonstrate our company's warmth, action and integrity. 
Sometimes it's the little things that count the most: Think Brand, Think Blue. Carrying the tri­
fold card you recently received is one way to keep our Vision, Values and Promise top of mind. 
The attached book is another reminder of how you contribute to the spirit of our company. 
Thank you for your commitment - you are Blue Cross and Blue Shield of Florida. 
Sincerely, 
94'/-f!M�J! 
Michael Cascone, Jr. 
President & CEO 
